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Example 1: 
Helping Passports Take Flight 

State Dept Passport Site 
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Example 2: GSA Intranet 

GSA Intranet 
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Example 2: GSA Intranet 

GSA Intranet 



 
 

5/11/2012 Office of Citizen Services and Innovative Technologies 10 

Example 3: A Simple Form 
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Example 3: A Simple Form 



First Fridays are breaking 
through the clutter 

 

 

 

 

 

 

 

34  
Tests 

574 
participants 

54 
agencies 

20 
facilitators 

trained 

3 
New GSA 

teams 

60% of 
Changes 

Made in 60 
days 

Goal: 

80% 
Changes 

made in 30 
days 



Fish are expensive. 
• $17,000 / test (retail 

value of what we do) 

So is bad design. 
• $12 per customer 

service call 

• $5 per web chat 

• $0.10 or less for web 
self-service 



Coming Up Next… 

 April 18 April 6 



First Fridays Challenge Website.challenge.gov/submissions 

websitechallenge.gov/submissions
websitechallenge.gov/submissions


We could use your support 

• Participate in FF 

• Identify program 

opportunities 

• Advocate for Customer 

Experience 

 



… and let us help you. 

Your agency URL here! 



 

 

Kristal Byrd 
Enterprise Web Management 

202-501-4409 

firstfridays@gsa.gov 

@GovNewMedia 
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